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Objective
Applying for the current position available at your hotel where I can fully utilize my hotel management studies and my extensive hotel work experience within the room division department, while making a significant contribution to the success of your hotel business.

Summary of qualifications and skills
•On Q (Professional user), Opera, Fidelio 6.20, Windows, Office and Internet
•Cost Control, Budgeting, Inventory management, Payroll, and profit & loss

•Time Management, problem solving, Customer Satisfaction, Coaching and Scheduling
•Great ability to work under pressure

•Strong leadership skills and ability to work well in a unionized team environment

•Over 10 years’ experience in Guest Service
•Excellent communication and interpersonal skills demonstrated

•Professional experience with all Microsoft Office Programs

Languages
Arabic:      Mother tongue

English:     Fluent
Italian:     Fair
German:   Fair

EDUCATION
May 2002, Faculty of Tourism & Hotels Alexandria University   
Professional Work Experience
Assistant Manager Front office, Hilton Doha, Qatar (Opening Team)            Jan. 2013 - present.

· Supervise the operational activities of the hotel Front Office within hotel guidelines to provide the highest standard of courteous service while permitting acceptable profit levels

· Assist in the day-to-day operation of the hotel Front Office
· Set the upselling strategy and forecasting goals

· Ensure work is completed to include shift closings, room deposits, refunds and rebates
· Train and develop Front Office team

· Prepare team schedules, complete payroll, and monitor labor costs to budget figures

· Prepare and conduct Front Office meetings and resolve issues

· Perform house counts and review daily arrivals, identify potential problems with rooms’ activity and take appropriate action

· Provide information and direction to the team to achieve 100% occupancy
· Review and resolve dispute accounts and Housekeeping discrepancies
· Prepare a shift briefing to communicate activities, short take training and any problems and/or special information to the next shift
· Perform check-in and out procedures
· Take personal responsibility for solving customer service problems

· Assign and Inspecting VIP rooms before arrival of guests and ensure that all rooms are up to Hilton standards
· Carry on all recruiting, training and disciplinary actions for the department

· Work closely with all Hotel departments specially HK, Engineering, and F&B to ensure all hotel areas are in the best working order and all deficiencies are rectified immediately and exceeding guest expectations
· Monitoring effective communication between the Front Office and all other hotel departments
· Responding to guest complaints, special requests and ensure corrective action is taken to achieve complete guest satisfaction
· Welcome and acknowledge all guests according to company standards, anticipate and address guests' service needs, assist individuals with disabilities, and thank guests with genuine appreciation
· Develop and maintain positive working relationships with others and support team to reach common goals
· Ensuring all guest complaints are dealt with in a professional and timely manner
· Carry on all recruiting, training and disciplinary actions for the department
· Manage administrative duties and daily reports
· Maximize productivity and minimize labor costs & expenses
Night Manager, Hilton Doha, Qatar (Opening Team)                               Feb.2012 - Dec. 2013
· Responsible for all aspects of the hotel that go on overnight
· Presenting the Hotel GM and HOD’s during the Night
· I established the Hotel Brand Standard for the whole Night operations
· Ensure the maximum level of safety for the Hotel guests and team members
· Ready to respond to a variety of situations such as late and early check-ins, intoxicated guests and loud parties. For those with willingness to help and a customer-focused attitude
· Supervise all team members who are working overnight shift. This can include front desk, Concierge, maintenance, F&B, Kitchen, Stewards and H.K
· Responsible for making sure they are trained on all descriptions of their job
· Spend part of my time working at the front desk. Greeting guests, check them into their rooms especially VIP’s and HHonors, do Walk-in reservations with consider selling the highest available room categories in order to maximize the revenue and provide guest assistance with a variety of needs
· Keep track of the available room types to sell
· Check the wake-up calls and be sure the guests getting what they need throughout the night however H.K supplies or maintenance orders
· Perform nightly audit and carry the responsibility of the night run for the ONQ system and Micros too
· Prepare daily credit limit and cash reports, maintains guest accounts
· Correcting & adjusting to bills as needed
· Handover Front Office Manager and the entire HOD’s by daily report with the actions been taken and with the pending issues. Moreover Prepare the Daily Morning Statistics
Assistant Front Office Manager, Serenity Makadi Hurghada, Egypt       Aug. 2011-Jan. 2012
· Supervise the operational activities of the hotel front desk within hotel guidelines to provide the highest standard of courteous service while permitting acceptable profit levels

· Work closely with all Hotel departments specially HK, Engineering, and F&B to ensure all hotel areas are in the best working order and all deficiencies are rectified immediately and exceeding guest expectations
· Monitoring effective communication between the Front Desk and all other hotel departments
· Responding to guest complaints, special requests and ensure corrective action is taken to achieve complete guest satisfaction
· Welcome and acknowledge all guests according to company standards, anticipate and address guests' service needs, assist individuals with disabilities, and thank guests with genuine appreciation
Night Manager, Grand Plaza Hotel & Resort, Hurghada, Egypt             June.2010-June.2011
· Responsible for all aspects of the hotel that go on overnight
· Presenting the Hotel GM and HOD’s during the Night
· Ensure the maximum level of safety for the Hotel guests and team members
· Ready to respond to a variety of situations such as late and early check-ins, intoxicated guests and loud parties. For those with willingness to help and a customer-focused attitude
Front Desk Supervisor (Acting as Assistant Front Desk Manager), Hilton Taba Hotel, Egypt June 2009-April 2010
· Assist in the day-to-day operation of the hotel front office
· Ensure work is completed to include shift closings, room deposits, refunds and rebates.

· Train and develop Front Desk team
· Prepare and conduct Front Desk meetings and resolve issues

· Prepare a shift briefing to communicate activities, short take training and any problems and/or special information to the next shift
· Perform check-in and out procedures

Front Desk Supervisor, Hilton Luxor Resort & Spa, Egypt                      Sep.2008-June.2009

The opening team and the trainer for all the front office team (Front desk, GSC, hotline, Concierge and guest relation)

· Assist in the day-to-day operation of the hotel front office
· Ensure work is completed to include shift closings, room deposits, refunds and rebates
· Train and develop Front Desk team
· Prepare and conduct Front Desk meetings and resolve issues

· Prepare a shift briefing to communicate activities, short take training and any problems and/or special information to the next shift
· Perform check-in and out procedures

Senior Front Desk, Hilton Hurghada Long Beach Resort, Egypt               Dec.2007-Sep.2008

· To ensure the smooth and efficient operation of reception by the effective use of the reception team
· Tracking up-selling making sure that maximum occupancy and rates are Achieved whenever possible
· Reporting to FD Supervisor and FD Manager

Receptionist, Hilton Hurghada Long Beach Resort, Egypt                   July.2005-Nov.2007            

· To supply the highest possible level of customer care and service whether in the public eye or in back of house areas, C/ In, C/out, Etc.

· Assisting guests with various requests and enquiries, restaurant bookings, transportation, flight reconfirmation, etc.

· To liaise with shift leader to ensure the control of administration procedures and security of all property and money.
Receptionist, Kahramana Resort Marsa Alam, Egypt                                  June.2003-June.2005

· To supply the highest possible level of customer care and service whether in the public eye or in back of house areas, C/ In, C/out, etc.

· Assisting guests with various requests and enquiries, restaurant bookings, transportation, flight reconfirmation, etc.

· To liaise with shift leader to ensure the control of administration procedures and security of all property and money.
Trainings & Certificates
· Excellent Computer Skills MS Word, MS PowerPoint, MS Excel, MS Access, Internet, Email Applications and POS Systems.
· Effective customer service and communication skills, both verbal and written.
· Self-starter, organized, flexible, and a good problem solver with strong interpersonal skills.
· Great ability to multi-task and remain calm and professional in stressful situations.
· Leadership at Hilton.
· Principals of Supervision.
· (RevMax2005) Revenue Maximization and Up Selling Technique.
· Effective Communication Skills.
· Service Excellence.
· Employee of the year in 2007 for Hilton Hurghada Long Beach.
· Successfully completed the Hilton international program in license to review, license to hire, skills trainer and train the group trainer.
· Selected by the Hilton Area Training office to train front desk team members in Hilton Egypt hotels on the OnQ Hilton Property Management system.
· Mastering the art of service.
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